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What is Secret Shopping?

Steps to Success
1. Service retreat with employees to determine what high
quality service looks like at your library

Secret shopping, aka mystery shopping, is a way to find out
what library patrons really experience when they ask a
question at a service desk.

2. Design survey & craft shopper assignments

Patrons are recruited to be “secret shoppers” and asked to
covertly observe employees during interactions at service
points and then report about their experience.

3. Recruit & train shoppers
4. Shoppers ask their questions @ service points and
complete survey
5. Tabulate and analyze results
6. Celebrate successes with employees and create a plan
for future improvement

Can you spot the secret shopper?
Do you have
any children’s
books?

What can be uncovered

Does the library have
any cameras I can
check out?

“The employee was on their cell
phone when I came up to the desk.”

Did the employee listen and ask any
questions to fully understand your request?
Can you tell me
where the
magazines are?

Do you have
Rosetta Stone
for German?

Answer
Response
They asked questions to
22
clarify my request
They answered the
3
question without fully
understanding or asking
for clarification
Not applicable
3
Total
28

%
79%
11%

11%
100%

Did the employee encourage you to return if
you needed additional help?
Answer
Yes
No
Not applicable
Total

Response
15

%
54%

11
2
28

39%
7%
100%

“Ask more specific questions
about what exactly I am looking
for; don't assume that I know
how to find books on my own.”

“She said all of the books
were in the same area so I
could start with the ones
listed and then just browse to
find others. If I needed help
to come back.”
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